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nrgeessing the 8T8 CA will 1eceive specific feedback and additional training,  If the STS CA
performance does ot demonstrate improvement. progressive discipline up to and including
termination may ¢cour.

A.3 Types of Calls

§64.604 (3) (1) Consistent with the obligations of telecommunications carrier operators, CAs
are prohibited from refusing single or sequential calls or limiting the length of calls utilizing
relay services.,

llinois Relay Service provides 24 hour, 7 day-a-week Telecommunication Relay Service (TRS) for
standard (voice), Text Telephone {TTY), wireless, or personal computers (PC) users to place local,
intrastate, interstate, and Intemational calls. lflinois Relay Service also processes calls to directory
assistance and to toll free numbers. Thers are no restrictions on the duration or number of calls
placed by any relay user. Al relay users accessing llinois Relay Service retain full control of the
length and number of calls placed anytime through relay.

Hinois Relay Service CapTel CAs are currently waived by the FCC for outbound calls because the
CapTel CA is not involved in the call set up and cannot refuse the call CapTe! users dial sequential
calls directly therefors it 1s not possible for a CapTel CA to refuse sequential calls or limit length of
calls.

Jlinois Relay Servica CapTal CAs are not waived by the FCC for inbound calls to a CapTe! user
made through a TRS facility. However, if a call is made directly to the captioned telephone access
number, no set up is involved and the CapTel CA cannot refuse to call.

§64.604 (3)(ii) Relay services shall be capable of handling any type of call normally provided
by telecommunications carriers unless the Commission determines that it is not
technologically feasible to do so. Relay service providers have the burden of proving the
infeasibility of handling any type of call.

lllinoig Relay Service, through Sprint, works in conjunction with the Local Exchange Enhanced
Services to provide additionai functionality for users of TRS. Sprint processes collect and person-
to-person calls and calls charged to a third-party as well as calls billed to prepaid and non-
nroprietary calling cards offered by the local or any other interexchange carrier. lllinois Relay will
also process calls to or from restricted lines e.g. hotel rooms and pay telephones.

All TRS and CapTel users will be billed in the same manner that a non-relay user would be billed.
The relay user will only be billed for conversation time, (which does not include call setup time, time
in between calls and wrap-up time} on toll calls. Billing will occur within 60 days of the call date.
(linois Relay gives users the option of billing their calls to a non-proprietary LEC (local) or IXC
{long distance} calling cards. Iiinois Relay works with the LECs and IXCs to compile and make
available fo all TTY or CapTel users a list of acceptable calling cards. The user's carrier of choice
is responsible for providing call types and available billing options, and will also handle the rating
and invoicing of foll calls placed through the relay.
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§64.604 {3} {ili) Relay service providers are permitted to decline to complete a call because
credit autharization is denied.

it a long-distance provider declines o complete a call becauss credit authorization is demied, Sprint
will relay the message verbatim 1o the relay user and follow the user’s instructions.

§64.604 (3) {iv) Relay services shall be capable of handling pay-per-call calls.

Sprint was the first provider to process pay-per-calls, beginning in 1896. Callers to liinois Relay
access 900 services by dialing a free 900 number to access relay. Use of a toll-free 900 number
inbound to the relay center provides functionally equivalent access to the telscommunications
network while preventing unauthorized end users from circumnavigating the LEC rastrictions. This
process ensures that the LEC will only complete those calls into the relay service that do not have
a 900 number block added to their phone lines. The 900 service provider and the 900 number
carrier(s) will rate and bill the user as if the call was dialed directly from the originating user's
telephone. Currently, lllinois Relay users may make 900 calls through 1-300-230-2020.

Because 300 blocking information is not available with CapTel phones, CapTel users who wish to
place pay-per-calls from the CapTel phone must update their Customer Profile form to aliow these
calls.
§64.604 (3)(v) TRS providers are required to provide the following types of TRS calls: (1)
Text-fo-voice and voice-to-text; (2} VCO, two-line VCO, VCO-to-TTY, and VCO-t0-VCO; (3}
HCO, two-fine HCO, HCO-10-TTY, HCO-t0-HCO.
illinois Relay provides access to all available relay call types. Through the state’s contact with
Sprint, the state meets and in some cases exceeds the requirements for text-to-voice, voice-to-text,
VCO, two-line VCO, VCO-to-TTY, VCO-t0-VCO, HCO, two-line HCO, HCO-t0-TTY, and HCO-to-
HCO. Below is a list of standard services that are provided by Hlinois Relay:

s Textto-Voice (TTY to Voice)

e Voice-to-Text (Voice fo TTY)

¢ VGO Attribute-Based Routing

e VCO with Privacy/No GA

o VCO Branding

o Standardized or personalized VCO call announcement and explanation

s Two-line VCO

s  VCO-0-HCO

s VCO-o-TTY
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e VOOH0VCD

e Reverse Two-Line VGO

o VYoice Call Progression

e HCO with Frivacy

s HCQ Branding

» Standardized or personalized HCO call announcement and explanati;)n
e Two-Line HCO

s Reverse Two-Line HCO

s HCO-to-VCO

o HCOWTTY

Except where waved by the FCC, Hiinois Relay CapTe/ users are able to access all types of TRS
calls. The requirement to provide 711 dialing 15 waived for outbound calls made from a CapTel
phone. STS and HCO calls are also waived.

§64.604(3)(vi) TRS providers are required to provide the following features: {1) Call release
functionality; (2) speed dialing functionality; and (3) three-way calling functionality.

Call Relsase Functionality

{llinois Relay's TTY Call Release, also known as TTY-1o-TTY call set-up, is fully in compliance with
FCC standards. Once the CA has both TTY parties on line, the CA releases the call and the
conversation is removed from the CA’s screen, ensuring confidentiality. TTY callers are then able
to conduct a conversation with their called party (TTY) without an intermediary remaining on the
line.

[linois Relay adheres to the FCC's 2nd Report and Order rule, and when the call is signed off or
‘released’ by the CA, the call ceases to be a Relay call and is no longer subject to the per-minute
reimbursement. With 2-Line CapTel service, a CapTef user can release or receive captions at any
time during a call.

Speed Dialing Functionality

linois Relay speed dialing functionality (also known as frequently dialed numbers) aliows Relay
users 1o store up to 30 frequently called telephone numbers in their TRS customer profile.
Customers who wish to store more numbers can simply register muttiple Customer profiles, which
translates to an unlimited number of entries.When the customer calls into the center, the customer
can simply provide the CA the “short-hand” name or code associated with that number instead of
the entire 10-digit number. For example, a caller can simply request, “Please call mom,” and the
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Cawdli dial the associated ten-digit telephene number without delay. The frequently diated number
ontry can be sorted by name or number. The CapTel Consumer Premises Equipment (GPE, or
CapTel phone) is equipped with the ability to program in 3 speed dial numbers, and a recently
dialed number.

Three-Way Calling

ifinois Helay provides three-way calling capability, in which the voice or STS Ralay users through
TRS (if the customer has purchased this feature from hisfher LEC) can use this feature to either tie
the third party directly into the conversation or 10 tie the third party in by making a second call fo the
Relay centar. Helay users who have purchased Three-Way calling or conference calling capability
from histher Local Exchange Carriers (LECs) can use this feature when placing a call through
llincis Relay. This feature allows the user fo place-the call to the Relay and then conferences in the
voice-called party. This is also known as the Two-Line VCO method,

TTY users may also use the relay to conference in another TTY user on the line, The original TTY
user requests 1o place a call 1o the voice-called parly. It then becomes a conversation between
two TTY customers and one Voice customer. This process also would apply if there were two
voice customers and one TTY user on the line.

Hinois Relay provides three-way calling for CapTel users that is in full compliance with FCC
requirements. Two-line CapTel users are able to host, join or be added to any three-way call in the
same manner as traditional telephone users. One-line CapTel users are able to join any three-way
call in progress. In order to be added on, the host of the three-party call would simply dial the
national CapTel number and enter the CapTel user's telephone number. CapTel users are also
able to participate in a conference bridge to speak to three or more individuals.

§64.604(3)(vii) Voice mail and interactive menus. CAs must alert the TRS user to the
presence of a recorded message and interactive menu through a hot key on the CA's
terminal. The hot key will send text from the CA to the consumer's TTY indicating that a
recording or interactive menu has been encountered, Relay providers shall electronically
capture recorded messages and retain them for the length of the call. Relay providers may
not imposa any charges for additional calls, which must be made by the relay user in order
to complate calls involving recorded or interactive messages.

llinois Relay, through Sprint, provides an advanced Phoenix platform which contains CA-
generated macros {8.g., pre-programmed phrases) which allow the CA to press a “hot key” to alert
TRS users of the presence of 3 recorded message and/or interactive menu, Sprint’s hot key sends
text to the user which says “RECORDING).” Sprint's hot keys are available in all supported
languages, including English and Spanish.

Hlinois Relay has the ability to electronically capture recorded messages and retain them for the
length of the call. All information provided during the call to the CA to assist in processing the call is
considered customer-sensitive information and is deleted from the CA’s screen, after the call has
ended. The only information that is retained is information in the Call Detail Record necessary to
bill the call.

Hitows 'FR (‘.» ication euuwal October 2012 Iage 14



Exhibit A i

lilincis Relay does not impose dditional charges for any calls which must be made in order to
process calls involving recorded or interactive messages. Sprint’s sophisticated Phoenix feature
incorporates “function keys™ aliowing the CA o complete standard tasks with a combination of two-
keys {cr mouss clicks). As a result, many calls involving recordings can be completed without
having to redial using Sprint's recording functionality. It a CA needs 1o redial to process thesa calls,
the CA can quickly redial, using a specific redial hot key for answering machine, voice mail and
recordings which redials the call over an ulira-watts line so the end user is not imposed charges for
additional cafls.

{llinois Relay CapTel users are able to hear and interact directly with the recorded message and
make the selections as requested by the interactive menu.  The CapTel user is alerted to the
presence of a recording by hearing the recording and seeing the captions of the recording as the
message is played.

CapTe! users can replay messages as required until the message is both heard and read as
captions. The user can stay on the line as long as desired until the message is heard in its entirsty
or replayed. This is requested by the user directly. The CapTel user interacts with the recorded
message system directly, This is treated as one call.

§64.604 (a} (3){viii) TAS providers shall provide, as TRS features, answering machine and
voice mail retrieval.

* Retrieving Answering Machine and Voice Mail Messages

Hiinois Relay has the ability to refrieve messages from any voice processing system that can be
accessed via the telephone. Through Sprint's Phoenix platforms, CAs are able to retrieve and
relay voice messages for TTY users and TTY messages for voice users,

Whsen a user requests the CA to retrieve messages from a voice mail system or PBX mailbox, the
CA will follow the following process:

« The CA will inform the caller that an answering machine has been reached.

« |f the caller has provided instructions, such as access codes will follow the user's
instructions. Sprint will use the touch-tone capability embedded in Sprint's Phoenix
software to enter access codes or system commands to retrieve new messages, play all
messages, save messages, and/or delefe messages (depending on customer
instructions).

» If necessary, Hlinois Relay CAs uses advanced recording technology to slow down the
playback of the messages. If a CA needs to redial to process these calls, the CA can
quickly redial, using a specific redial hot key for answering machine, voice mail and
recordings which redials the call so the end user is not imposed charges for additional
calls. If the CA needs to redial local calls are free, if the call is long distance the customer
is only charged long-distance calls for the first call,
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Sprint's platform provides the ‘echnology necessary o retrieve voice mail or answering
maching messages indluding enabling and disabling touch-tone capability through hot keys
{l.e. DTMF).

Orce all customer instructions have been followed and the caller disconnects, all
information including caller's personal information is automatically deleted from the CA's
pasition to ensure that tha customer’s information is kept confidential.

Like TRS users, llinois Relay CapTel users can retrieve answering machine messages from an.
answering machine that is near the CapTel phone. However, the CapTel user will need to follow
instructions that are slightly different than TRS users including the following:

[

Press the CapTel menu button that untif the option, “Caption External Answering Machine
Messages” is displayed. (Please note that the handset must be hung up to do this.)

Press the "OK” button.

Pick up the handset and place # near the answering machine.

Waich the CapTel display to see when the CapTel CAis connected.

Press the "play” bution on the answering machine.

View the captions on the CapTel display.

Save, delete or navigate to the next message using the answering machine controls.

When done, simply hang up the handset and the phone will be ready for the next call.

With other voicemail systems, the CapTel user can both hear and interact directly with the
recorded message and make the selections as requesied by the interactive menu. The CapTe/
user is alerted to the presence of a recording by hearing the recording and seeing the captions of
the recording as the message is played.

A.4 Handling of Emergency Calls

§64.604(a)(4) Emergency call handling requirements for TTY-based TRS providers. TTY-
based TRS providers must use a system for incoming emargency calls that, at a minimum,
aufomatically and immediately transfers the caller to an appropriate Public Safety
Answering Point (PSAP). An appropriate PSAP is either a PSAP that the caller would have
reached if he had dialed 911 directly, or a PSAP that is capable of enabling the dispatch of
emergency services to the caller in an expeditious manner.

Ifinois Relay accepts incoming emergency calls, and automatically and immediately transfers a call
to an appropriate Public Safety Answering Point (PSAP).  Through its contract with Sprint, lilinois
Relay has access to the following:
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= The largest footprint of coverage across the U.S. fo terminate a §-1-1 call
» A web interface with complete AP! and a branded end-user portal for address changes for
internet calls.

Call Processing Procedures

llinois Relay uses the iollowing procedures to ensure that TRS users needing emergency services
receive prompt assistance with their call.

1. | Minois Relay CAs act upon the word “emergency”. Calls placed to fire, police, ambulance
and rescue squad are considered emergency calls. o

2. | The CA hits a Phoenix function key (i.e., “hot key”) which designates the call as an

Emergency. This key also prompts the system to use the caller's NPANXX to

automatically route the call to the E-911 center which is closast to the caller’s rate center.

This hot-key zalso “freezes” the screen with an emergency banner so that the call

! information remains displayed. if the customer hangs up, the caller’s information is available
to be shared with the 911 Center.

3. Simultaneously, the CA presses a key to notify the Supervisor. The Supervisor will assist
the CA in processing the call, if needed. The Supervisor does not take over the CA function
unless requested or necessary to complete the call.

4, The caller's Automatic Number Identification (1 8., telep}lone number) is passed to the E-
811 as Caller ID.

5. The CA identifies the call to the authorities, using the phrase: “This is an emergency. | am
calling for a deaf (or hard of hearing or Speech Disabled) person through the Hiinois Relay
Service. They are calfing from (caller's telephone number), This is CA # 1234, one
moment please.”

6. The CA advises the inbound calier that t!{é*émergency services is on the line, For example,
“POLICE ON LINE NOW)” and then types the way the 811 operator answered the phone.

7. The CA relays the call. Unlike other Relay calls, CAs may step outside of their neutral role
| to more actively facilitate communication, as needed.

Upon reques’{ the CA connects the TTY caller directly to the PSAP (TTY).
The CA fills out an ‘Emergency Incident Form" which documents the call,

0. | In the rare case of an E911 routing error, the CA will fill out a technical “trouble ticket” for
| additional investigation.

Back up Procedures

Through their contract with Sprint, lllinois Relay has access to an upgraded PSAP solution that has
proven extremely accurate, resulting in few instances of PSAP routing errors. in many instances,
two numbers are provided for each rate center. If one of the numbers fails, the second number is
dialed. in the event that a valid number is not available, the CA will contact Directory Assistance
for support.

T wlwooo

CapTel Emergency Calling

When calling 911 using a one-line CapTel phone, the call is processed in the same way as a 811
call processed when using a standard telephone,
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o The CapTel phene automatically convens to a Voice-Carry-Over (VCO) phone and dials
411 directly. {Tha CapTel Call Center is not engaged in processing 911 calls.)
= The CapTe. phone will disp:ay the typad responses from the PSAP and the caller will use
their voics to comrrunicate with the PSAP,
s The user will be connected to the proper 311 Center in the lsast amount of time and the
teiephone number (ANI) will automatically be passed to the 911 Center.
» The 911 sysiem renders the apcropriate emergency response.

Two-Line CapTel Emergency Calling

Because Two-Line CapTel uses separate voice and data connections, it offers the most efficient
way fo access Emergency Services via 911 response Centers. The Two-Line CapTel useris
connected directly to 911 on a standard voice connection. The captions are connected on the
second ling, This procedure means that the call is connected in the fastest time, o the most

appropriate 911 Center every time, with a reliable voice grade connection and with full speed
captions.

Training and Support Materlals

linois Relay CAs and Supervisors receive in-depth training on all emergency processes and
procedures. This training is rainforced through on-going refresher training where Call Center staff
must demonstrate knowledge and proficiency of Emergency processes and procedures.

Supervisors or Operations Administrators are available 24/7/365 to assist CAs when an emergency
call occurs. CAs also have immediate access to call processing steps via an online help screen
and position reference guide.

Variations

There are many things that can happen during an emergency call, which require immediate action
outside traditional call processing. The following processes were established for many of these
“variations” to guide CAs and the Call Center staff on how to proceed:

Caller Disconnects Before Connecting to 911 Center

if the inbound caller disconnects prior to being connected to 911, the Phoenix system will continue
dialing to the PSAP/emergency call center. The CA or Supervisor will notify the PSAP Call Center
of the premature disconnect and will provide any customer information that may assist the PSAP
center in resolving the emergency.

If a customer calls into the TRS center, types “HELP GA” and hangs up, we will treat this as an
Emergency call. Since the customer does not give an emergency service name, Sprint ALWAYS
connects the caller to the POLICE. The CA will notify the Supervisor who, in turn, calls the police
and passes on all known information about the call. The CA will also fill out an Emergency Incident
Form as a record. The police will make the determination as to what kind of emergency it is and
will dispatch the required emergency service.

Voice Emergency Calls
If a voice customer misdials 711 when actually they require assistance through 911, the CA will say
to the inbound voice: “ You have connected to a telephone relay service for the deaf and hard-
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B.5 Technology

§64.604 (bj(5} Technology. No reguiation set forth in this subpart is intended to discourage
or impair the development of improved technology that fosters the availability of
telecommunications to person with disabilities. TRS facilities are permited to use SS7
technology or any. other lype of similar technology to enhance the functional equivalency
and quality of TRS. TRS facilities that utilize 557 technology shall be subject o the Calling
Party Telephone Number rules sef forth at 47 CFR 64,1500 ef seq.

Hiinois Refay through Sprint, is in full compliance with 47 CFR §64.1600 et seq. of the FCC's Rules
for providing SS7 capabiiity.

In order to achisve functional equivalence, llfinois Relay will continye fo provide Caller ID service
through SS7 signaling where the 10-digit number of the calling party is passed through to the
called-party for local and long-distance calls. Hlfinois Relay receives calling party identifying
information including blocking information, from all relay users. Sprint's Caller ID 857 solution
includes receiving the privacy bit information from the inbound Relay caller as well as other 887
call information elements such as:

Calling Party Number
Charge Number
QOriginating Line Information

Sprint passes through the calling party information (rather than 711 or the
number of the Relay Center)

®*» & & &

State-of-the-Art Technology

As the provider of relay services for the State of lllinois, Sprint offers several enhanced features to
improve the telecommunications access of STS relay users. These advanced features include:

Message Retention (up to 24 hours)

STS Called Numbers

Privacy Option

STS Contact Information

STS Email Call Set-up

STS with Voice Carry Over

Specialized STS Customer Service (including Training Line)
Wireless Access - STS (*787)

¢ & & ¢ & o & @

Wireless Access ~ STS (*787)

Sprint is excited to announce the first wireless short-coda solution for STS users. Beginning in
early 2012, Sprint wireless customers will be able to dial *STS (i.e., *787) to reach a Speech to
Speech CA quickly and easily from anywhere in the nation. All callers who are physically located
within the state will automatically be connected to a Speech-to-Speech CA. This service is
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available to both callers with and without a speech disability, who need to piace 4 3TS call. Voice
callers needing to place a call to a STS user may also use this service.

When fllinois TRS customers travel autside of the state, callers will automatically connected to STS
based on their physical location. If they are In a state where Sprint is the Relay provider, the caller
is connected to the State's STS service. If not, callers are autematically transferred to Sprint’s
interstate STS service, where they will be able to place interstate calls only. This exciting new
enhancement grants additional mobility and fiexibility for STS users.

STS Message Retention

In addition, Sprint has expanded its Customer Profile to allow STS users to retain messages for up
t0 24 hours. The STS user may dictate the first message to be read to the called parly. This
feature allows the STS user to request that this initial message be retained in the Relay system for
up to 24 hours. This is especially helpful if the STS user needs to leave a message and the line is
busy. if the cafled party is unavailahle (e.g. busy signal, no answer), the STS user may request that
the STS message be retained. Over the next 24 hours, the STS user can redial their state STS
and request that the call be attempted without delay. At the end of 24 hours, the message is
automatically deleted from the Customer’s Profile.

STS Called Numbers

Sprint will continue to offer the ability for STS users to maintain a record of regularly called names
and telephone numbers. Sprint's speed dialing functionality (also known as frequently dialed
numbers) allows Relay users to store up to 30 frequently called telephone numbers in their
Gustomer Profile. This information, along with other preferences described below, will be
transferred 16 any new STS provider.

When the STS user calls into the center, the user can simply provide the CA the “short-hand” name
or code associated with that number instead of the entire 10-digit number. For example, a callet
can simply request, “Please call mom,” and the STS CA will dial the associated ten-digit telephone
number without delay.

Please sea the graphic below for the written Customer Profile form, which encourages STS users
to register speed dial entries.
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STS with Privacy Option
Sprint offers STS users the ability to communicate without the CA hearing the voice party. If this

option is selected, the CA simply listens to the voice of the STS user and repeats messages
according to the STS users’ preference.

STS Contact Information

Communicating telephone numbers may be difficult for some STS users. This feature allows STS
users to simply advise friends, family and others to dial 7-1-1 to reach them. Once connected, the
person can simply provide the STS user’'s name to the STS CA. The STS CA will use the STS
user’s profile information provided for this purpose to connect to the STS user based on the

registered STS user's hours and days of availability. In this manner the inbound caller can be
connected with the STS user at their location.

Emergency Numbers

In most emergency situations, STS callers dial 9-1-1 first for emergency help. However, this may
be especially challenging for STS users. STS users also have the ability to list up to ten additional
smargency phone numbers in their Customer Profile. Contacts such as a doctor's office, the
local/state peison control center and the local hospital are used for this purpose.

B.6 Caller ID

§64.604 (b} (6) Caller ID. When a TRS facility is able to transmit any calling party identifying
information to the public network, the TRS facility must pass through, to the called party, at
least one of the following: the number of the TRS facility, 711, or the 10-digit number of the
calling party.

linois Relay, through their contract with Sprint, provides true Caller 1D service through 887
signaling where the 10-digit number of the calling party is passed through to the called-party for

N N R
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local and long distarce calls. Sprint will receive calling party identifying information including
blocking mformation, from all TRS users,

Customer Control

'‘Nith Sprint's TRS Caller 1D, the Relay user is in control. Relay users with this feature are able to
disable or block their Calter ID infermation from being transmitted with their LEC on either a ‘per-
call or a ‘per-ling’ bass.

The TRS user can view the calfing party's information before picking up the phone. The Relay user
can then decide whether or not to answer the call based on the name and number displayed on the
Caller ID unit or their telephone display screan,

With Sprint’'s Caller ID, there are numerous benefits for TRS users, including:

Increased privacy

Documentation of calls received

A count of incoming calls on the display screen
Phone numbers of hang-up callers

Prompt emergency call processing

e & » » ®

When Caller ID information is not passed through, as with standard telecommunications, the call
recipient will receive a message such as “Qut of Area” or “Caller Unknown.”

Technology

Sprint Relay offers True Caller 1D for all local and long distance calls to Carriers who have S§7
connectivity with Sprint. Sprint's 857 network interfaces with all national long distance Carriers and
major LECs, CLECs, and ILECs.

Sprint's Cafler ID SS7 solution includes recsiving the privacy bit information from the inbound
Relay caller as well as other SS7 call information elements such as: the Calling Party Number,
Charge Number and Originating Line Information. Sprint passes through the calling party
information (rather than 711 or the number of the TRS Center).

Caller ID Enhancements

Many Caller ID enhancements are compatible with the Relay service and can be accessed by TRS
uSers,

Selective Call Acceptance

Selective Call Acceptance allows a user to create a list of phone numbers so that the user will
receive only calls fram numbers on that list. All other callers wifl be directed to an announcement
that says "The number you have dialed is not accepting calls at this time.” f this recording is
reached by Relay, it will be typed or spoken to the inbound caller. When Selective Call Acceptance
is in effect, it supersedes all other enhancad features.

Hlinois TRS
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Selective Call Rejection

Selective Call Reiection enables the user 1o create a list of special phone numbers so that when a
call is received from that number, the call will be rejected. I this recording is reached by Relay, it
will be typed or spoken to the inbound cafler.

Selective Call Forward

Selective Call Forward enables the user to create a fist of special phone numbers so that when a
call is received from someone on that list, the call will be forwarded to a designated number.

Privacy I (Anonymous Call Rejection)

Privacy ID, also known as Anonymous Call Rejection, allows users to restrict incoming calls from
parties who have blocked their Caller ID information. 1f the name or number of the person that
calls you is unknown, the caller hears a recorded messags, such as:

“The person you are calling doss not accept blocked or unknown calls. At the tone, please say your
name or company name and your call will be connected,”

This information will be typed or voiced to the originating caller. If the calling party wishes to leave
their name, it will be left by the CA. The called party, if hearing, may listen to the recording and
chooss an option 1o answer, block or send to voice mail. Realizing that not all users will be able to
hear this recording by the calling party, some companies have implemented additional
enhancements outlined below:

Instant Access List (Preferred Caller List)

Users may designate a list of up to 10 numbers that can bypass the Sprint Privacy ID function. If a
caller's number displays while their name doesn't, adding their number to this list will let their calis
through. :

Caller's Access Code

Caller's Access Code allows a user to designate an override cods for Privacy ID. The user may
share this code with friends and family, as desired. When the calling party calls, they may choose
to enter a code during the intercept gresting to bypass the Privacy ID screening so their call will go
through. This works great for frisnds and family who frequently call from areas where Caller ID is
not available.

Functional Standards
C.1 Consumer Complaint Logs

§64.604 (c)(1)(i) States and interstate providers must maintain a log of consumer complaints
including all complaints about TRS in the state, whether filed with the TRS provider or the
State, and must retain the log until the next application for certification is granted. The log
shall include, at a minimum, the date the comphaint was filed, the nature of the complaint,
the date of resolution, and an explanation of the resolution. (i) Beginning July 1, 2008,
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states and TRE providers shall submil summaries of logs indicating the number of
compiaints received for the 12-month period ending May 31 to the Commission by July 1 of
pach year. Summaries of logs submitied o the Commission on July 1, 2008 shall indicate
the number of complainis received from the date of OMB approvai through May 31, 2012,

flinois Relay has established policies regarding complaints, inquiries, comments and
commendations refated to Relay Services and personnel, Upon receipt of a direct complaint filed
by a customer; a designated representative will accept the complaint, provide the customer with
information regarding the process for resolution and will offer to follow-up with the customet. Sprint
ensures that all records will incude the name andfor address of the complainant (when offered),
the date received, the CA identification number, the nature of the complaint, and the result of any
investigation and the date of resolution.

linois Relay works closely with their TRS provider {Sprint) to identify contact particulars such as:
consumer type (TTY, VCO, HCO, Voice or Speech-to-Spesch), customer contact irformation
{when given), CA identification numbers, the call handling center and over forty-five contact
categories including: complaints, inquires and unsolicited commendations.

Sprint submits reports detailing the information above. Each report will include the following
information:

Name of the complainart or commendation

The date of the contact, complaint or compliment

The nature of the complaint or comment

The action taken i.e. technical suppor, service expianation, CA development area,
preparation of commendation

All contacts and complaints received by Customer Service, Supervisors, and Account Managemant
will be documented in Sprint's customer contact database.

Customer Contacts Online Database (CCOD)

To further support the complaint resolution process, Sprint has developed a Customer Contact
Online Database (CCOD), which serves as a seamless and timesaving device for documenting
customer contacts.

The CCOD will automatically notify the TRS Sprint program manager assigned to the State of
lfinois via email of any complaint entry, ensuring that they receive timely notification of consumer
concerns. The CCOD will track consumer contact information as required by the FCC.

By approximately June 15th of each calendar year, Sprint submits a copy of 12-month complaint
log report for the period of June 1- May 31 to the State relay administrators. illinois Relay reviews
the log and then passed the complaint log to the FCC by July 1%t of each year.

See Appendix J for copies of the last five years of lllinois Relay complaints and commendations

that have been submittad {0 the FCC.
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C.2 Condact Persons

§64.604 (cj(2} Contact persons. Beginning on June 30, 2000, State TRS Programs, interstate
TRS providers, and TRS providers that have state contracts must submit to the Commission
a conlact person and/or office for TRS consumer information and complaints about a
ceriified State TRS Program's provision of intrastate TRS, or, as appropriate, about the TRS
provider's service, This submission must include, at a minimum, the following: (i) The name
and address of the office that receives complaints, grievances, inquiries, and suggestions;
(it} Voice and TTY telephone numbers, fax number, e-mail address, and web address; and
(i) The physical address to which correspondence should be sent.

linois Relay callers may file intrastate complaints and commendations regarding llinois Relay
services through the following contacts:

Account Manager Name: Emma Danielson

Address: 2055 W. lles Avenue, Suite D, Springfield, IL 62704
Web Address: www.sprintrelay.com

E-mail: emma.danielson@sprint.com

TTY: 877.698.5520

Fax: 866.410.4260

Voice: 217.698.4031

VP 217.953.0858

Contract Administrator Nama: Trudy Snell
Address: 3001 Montvale Drive. Springfield
E-mall; itac1 @aol.com

Waeb Address: www.itactty.org

Fax: 217.698.0942

Voice: 217.698.4170 (V/TTY)

VP

C.3 Public Access to Information

§64.604 (3) Carriers, through publication in their directories, periodic billing inserts,
placement of TRS instructions in telephone directories, through directory assistance
services, and incorporation of TTY numbers in felephone directories, shall assure that
callers in their service areas are aware of the availability and use of all forms of TRS. Efforts
to educate the public about TRS should extend to all segments of the public, including
individuals who are hard of hearing, speech disabled, and senior citizens as well as
members of the general population. In addition, each common carrier providing telephone
voice transmission services shall conduct, not later than October 1, 2001, ongoing
education and outreach programs that publicize the availability of 711 access to TRS in a
manner reasonably designed to reach the largest number of consumers possible.

llinois Relay understands and does comply. Carriers, through publication in their directories,
periodic billing inserts, placement of TRS instructions Carriers, through publication in their
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director'es, periodic biiing inzers, placemsnt of TRS instructions in terephons directories, through
girectory assistance services, and incorporation of TTY numbers in telephone directories, do
assure that callers in their service areas are awars of the availability and use of ail forms of TRS,
Efforts to educate the public about TRS do extend to al segments of the public, including
individuals who are hard of hearing, speech disabled, and senior citizens as well as members of
the general population. In addition, each common carrier providing telephone voice fransmission
services did conduct ongoing education and outreach programs that publicized the availability of
711 access to TRS in a manner reasonably designed to reach the largest number of consumers
possible via the Hllinois Relay Service outreach program.

Examples of such outreach include: the lllinois Relay website (www.illinolsrelay711.com) and

www.itactty.org , lllinois Relay TRS information in directories, bill inserts and brochures explaining
the service.

C.4 Rates

§64.604 (4) Rales. TRS users shall pay rates no greater than the rates paid for functionally
equivalent voice communication services with respect to such factors as the duration of the
call, the time of day, and the distance from the point of origination to the point of
termination

Hlinois Relay users are not charged more for services than for those charges paid by standard
“voice” telephone users. TRS users, who select Sprint as their interstate carrier, will be rated and
invoiced by Sprint. The caller will only be billad for conversation time. Those users, who select a
preferred interstate carrier via the lllinois Relay COC list, will be rated and invoiced by the selected
interstate carrier.

By FCC jurisdiction, Sprint has two separate Message Telephone Service rates — one for interstate
and one for intrastate. The table below exhibits the discounted rates off Sprint’s Message
Telephone System (MTS) rates.

Intrastate ____Interstate
Day 35% 50%
(7 AM-6:59PM) , |
Evening 25% 50%
{7 PM - 10:59 PM) L o ,
Night/weekend 10% 50%
(11 PM - 6:59 AM;
afl day Saturday & Sunday)

C.5 Jurisdictional Separation of Costs

§64.604 (5) Jurisdictional separation of costs—(i) General. Where appropriate, costs of
providing TRS shail be separated in accordance with the jurisdictional separation

illinois TRS Certification Renewal October 2012 Page 34



Exhibit A i

procedures and standards sel forth in the Caommission's regulations adopted pursuant to
section 410 of the Communications Act of 1934, as amended (i) Cost recovery. Costs
caused by interstate TRS shall be recovered from all subscribers for every interstate
service, utilizing a2 shared-funding cost recovery mechanism. Except as noted in this
paragraph, with respect to VRS, costs caused by intrastate TRS shall be recovered from the
intrastate jurisdiction. In a stale that has a certified program under §64.605, the state agency
providing TRS shall, through the slate’s regulatory agency, permit a common carrier to
recover costs incurred in providing TRS by a method consistent with the requirements of
this section. Costs caused by the provision of interstate and intrastate VAS shall be
recovered from all subscribers for every interstate service, utilizing a shared-funding cost
recovety mechanism.

All inois Relay intrastate and interstate minutes are reported separately to the state on the Sprint
invoice. The interstate and intemational minutes are reimbursed by the TRS Interstate Fund. The
local and intrastate minutes are reimbursed by the State, On individual customer invoices, Sprint
deducts minutes for which the Rolka Loube Saltzer Associates (RLSA), the Interstate
Telecommunications Relay Services (TRS) Fund (Fund) administrator, reimburses. These
deductible minutes are associated with these call types: Interstate, Intemational, Interstate
Directory Assistance, Toll Free and 900. In accordance with FCC rules, states only receive a 51%
deduction for Toll Free and 900 minutes for which RLSA reimburses. For RSLA reimbursement,
Sprint uses a cumulative report of eligible customers o calculate its monthly reimbursement
request, An invoice and supporting documents are sent monthly to RSLA for reimbursement,

Telecommunications Relay Fund

§64.604 (c){5)(iii} through §64.604 (c)(iii{(M) does not pertain to State programs, However,
the state of lilinois contracts with Sprint who contribute and collect interstate funds through
RLSA. It is the State’s understanding that Sprint complies with the appropriate mandates
under this section.

§64.604 (c) (7) (N) (1-4) pertain to VRS providers, The State of lllinois does not provide VRS
services, does not contract to provide VRS services and is exempt from this section.

C.6 Complaints

§64.604 (6) (i) Referral of complaint. If a complaint to the Commission alleges a vioiation of
this subpart with respect to intrastate TRS within a state and certification of the program of
such state under §64.605 is in effect, the Commission shall refer such complaint to such
state expeditiously. (i) intrastate complaints shall be resolved by the state within 180 days
after the complaint is first filed with a state entity, regardiess of whether it is filed with the
stale relgy administrator, a state PUC, the relay provider, or with any other state entity.

Hinois Relay works in conjunction with the TRS provider, Sprint, to establish a complaint resolution
procedure to ensure complaints are resolved within 180 days of filing. If the complaint concems a
specific GA. an Operations Supervisor follows up and resolves the complaint. The role of the
supervisor is to:
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